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CHAPTER 1 
 
 
 
 
PROJECT OVERVIEW  
 
 
 
 
1.1  Introduction 
 
 
 VoIP stands for Voice over Internet Protocol or normally known as Internet 
Telephony.  It is a technology for making phone calls using Internet Protocol.  It is 
already being embraced by carriers as a way to cut traffic costs on international and 
long distance calls.  It is also expected eventually to replace the public switched 
telephone network (PSTN).  It is for now typically promise buyers of telephone 
service a smaller phone bill, virtually wiping out charges for long distance and 
international calls. 
 
 
 As popularity of VoIP grows among consumers, so does it among business 
people.  Many companies have started their own VoIP Service business, and they are 
from different backgrounds.  Some are with IT backgrounds, and some are not.  And 
the problem normally comes from companies who are not an IT-based company, but 
would like to be a VoIP service provider, knowing that it has high earning potential.  
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1.2  Problem Background 
 
 
 VoIP comprises of two major parts; technical part and management part.  
Technical part involves tasks such as setting up servers, managing servers and setting 
up networks for VoIP implementation.  The second part involves tasks such as 
customer management, credit management, and Call Data Record management, and 
this is where this project comes in.  It aims to solve the problem faced by very-
technical-based companies that are able to setup their own VoIP service, but has no 
expertise in developing a system to manage the service.  It also targets small 
companies who are embarking in the VoIP business through a big carrier or 
wholesales provider, but the small companies do not have a proper system to manage 
their service.  
 
 
 One of the most popular business models in VoIP business is reselling 
services.  Most VoIP Wholesale Provider provides the service for customers to 
become a reseller of their service using their own private label.  Most of the resellers 
are taking this advantage to generate revenue by becoming the middleman to the 
VoIP Wholesale Provider.  Reseller will search for customers, and once found, 
reseller will sign up for an account on behalf of the customer with VoIP Wholesale 
Provider, and will handle everything on behalf of the customer.  Customer does not 
have direct access to the account, and has no idea that they are actually subscribing 
to a different provider instead of directly to the Reseller.  One major weakness 
among Reseller is they do not have proper customer management solutions to 
manage their business.  The development of this system will be able to cater for the 
high demand for a VoIP management and billing solutions among small-to-medium 
sized VoIP service provider.  Table 1.1 shows the identified problem with the current 
system. 
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Table 1.1 : Identified Problems with the Existing System 
Problems with existing system  
1. Customer has no web access to view their account. 
2. Customer has to wait for payment to be sent by Reseller to VoIP Wholesale 
provider before payment will be credited to customer’s account. 
3. Customer has to send request to Reseller to view Call Detail Records. 
4. Customer has to send request to Reseller to update their account profile. 
5. Customer experiences downtime due to delay in activating or updating customer’s 
account credit. 
6. Customer is not able to set their account’s credit limit. 
7. Reseller has no ability to mark up their price list. 
8. Reseller has no ability to control fraudulent calls. 
9. Reseller has to log in to customer’s account on Wholesale Provider website one 
by one to view customer’s usage, call volume, credit balance and expenditure. 
10. Reseller has to do redundant task to manage different customers’ accounts via 
VoIP Wholesale Provider website. 
 
 
 
 
1.3  Problem Statement 
 
 
 There are many small businesses that are providing VoIP services and they 
are of different visions and missions.  Realizing the fact that target market is from 
various backgrounds, the following research questions have been derived:  
 
1. How to develop a system that would meet the requirements of different 
users? 
2. How to develop a system that would fully benefit the VoIP business 
provider? 
3. Will the system be able to contribute in maximizing the profitability of the 
VoIP business? 
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1.4  Project Objectives 
 
 
 There are a few objectives of this project that has been identified which are as 
the following: 
 
1. To study different solutions for Customer Management Solutions in VoIP.  
2. To build a prototype of a Customer Management Solutions for VoIP Service. 
3. To build a system that allows customers to access and manage their online 
accounts: e.g. credit management, Call Detail Record management and 
account management. 
4. To build a system that allows administrators to access and manage customer’s 
online accounts: e.g. customer management, credit management, Call Detail 
Record management, price list management, fraud control, account 
registrations. 
5. To propose strategic implementations and organizational strategy for SMEs 
in using the proposed system. 
 
 
 
 
1.5  Project Scope 
 
 
 The project scopes that have been identified are as follows: 
 
1. The system will be a web-based system. 
2. The system will use a client-server based database. 
3. The system will use test data to simulate real data in making data access, data 
analysis and implementation of the system. 
4. The system will focus on VoIP termination service only. 
5. Main users of the systems are administrator of the VoIP termination provider 
and their customers. 
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1.6  Importance of Project 
 
 
 This system will benefit VoIP businesses ranging from small to medium 
enterprises.  It will be their main business tools that will enable them to monitor their 
business and manage their customers and focus on providing reliable service.  This 
system will also allow them to run their business around the clock which will 
definitely contribute in maximizing profitability. 
 
 
 The proposed system has significant functions that will benefit the business.  
Immediate account activation upon payment makes it convenient for customer and 
business owner without having the need to wait for account activation, which 
actually contributes to down time on behalf of the customer.  Besides, business 
owner is also able to view customer call volumes, expenditure and usage and 
perform certain analysis on the business to further improve the business 
performance.  Functions such as fraud control are also beneficial and important in 
order to control fraudulent cases that are rather inevitable when dealing with online 
payment.  Companies could end up losing thousands of dollars to fraud cases, and 
this could have been minimized with the implementation of certain control and 
monitoring.  
 
 
 
 
1.7  Chapter Summary 
 
 
 VoIP Management & Billing System will meet the demand of many 
companies who wish to have an automated system to manage their VoIP termination 
business.  Analysis, objectives and the importance of the current system has been 
identified in making sure that the system that will be built will achieve the main 
objective as what has been expected.  The scopes have also been identified so that 
the project will meet the requirements that have been stated. 
